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INTRODUCTION

This document summarizes the discussions that took place between October 9 and October
27, 2000, during the USAID-sponsored Microenterprise Best Practices Virtual Conference on
Microinsurance. Participants who signed on for the conference numbered more than 230 (see
Appendix | for a complete participant list), hailing from all parts of the world and from a
variety of different backgrounds—including donors, practitioners, researchers, and
commercial insurers.

The objectives of the conference were two-fold. The first objective was to encourage the
wider dissemination of our current understandings regarding the provision of insurance to
low-income households. Second, the intention was to create a forum for interested parties to
engage in a deep, substantive discussion of some of the outstanding issues regarding this
“new” (at least to the development industry) area. Finally, the goal was to foster networking
between organizations and individuals interested in this topic.

This document is a summary of the discussions rather than a transcription, so some of the
details from individual messages have been omitted. Readers interested in more detail should
visit the Virtual Conference website to access an archive of the messages from the
conference. Go to http://tamis.dai.com/virtconf.nsf/mainnavigator ?openform, and click on
the “Listserve’ button.

Readers who were not participants in the conference will find it useful to read the briefing
and background papers in the document warehouse of the Virtual Conference website first to
understand the context for the discussions.

The structure of this document follows the structure of the discussions, beginning with a
summary of the discussions on the “Demand for Microinsurance,” following with a summary
of the interactions on the topic of “Provision of Microinsurance Products,” and closing with a
description of the thoughts expressed with regard to the role of donorsin this area.

Throughout the document, reference is made to comments made by participants during the
conference. References are by last name only (e.g., Warren Brown = Brown, Michael
McCord = McCord). These references should help readers match comments in this summary
to the more detailed arguments in participants messages, which can be found in the listserve
archive on the website (full names and contact information can be found in Appendix 1). Key
lessons from the discussions are numbered and highlighted in bold in the text. Some of the
key areas for further investigation are highlighted in the text in italics and are summarized at
the end of the document in the next steps section.
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CHAPTER ONE
DEMAND FOR MICROINSURANCE

Although there was much discussion during the first week of the conference on the “demand’
for microinsurance products among poor households, it became clear that our understanding
of households' preferences and expectations regarding insurance is based largely on either
imputed logic (for example, households are highly exposed to risk, therefore there must be a
demand for microinsurance) or anecdotal evidence (such as, in one specific case, households
were/were not interested in insurance). This limited under standing of households' needs,
preferences, and expectations will have to be deepened, if future experimentsin
microinsurance are to be “ demand-driven.”

Given the limited data available on demand, the discussion focused on (1) broad principles
relating to demand, and (2) early lessons on product design.

BROAD PRINCIPLES RELATING TO DEMAND

Although more work is needed to understand demand at a detailed level, the discussion
highlighted broad principles to keep in mind as we deepen our understanding of demand.

1. Poor households are highly vulnerable to risk, and microfinance institutions (MFl s)
can play an activerolein reducing or protecting against this vulnerability.

There is widespread agreement on this point. Although recognition of the precariousness of
the poor’ s situation is nothing new, it is only relatively recently that MFIs have begun to
recognize the importance of addressing vulnerability and the inadequacies of their existing
stable of “growth-focused” products. A growing number of MFIs are considering how they
can go beyond addressing the needs of microentrepreneurs for working capital and develop
products and services that help households manage or reduce the vulnerability they face. The
guestion then becomes, How can MFIs best do this?

2. Insuranceisone among many potential MFI strategiesfor assisting clientsto
manage vulner ability.

Although Srinivasan argues that insurance should be a central part of MFIS' response to this
vulnerability, Sunil, Wright, Rengargjan, and Vyas respond that there is no one single, best
response. In their collective view, different financial services (including savings, credit, and
insurance) and non-financial services, such as access to health check-ups as indicated by
Cracknell or improvements in access to inputs or markets asin Sunil’s message, are likely to
be valuable for different poor households, depending on their situation. No clarity emerged
from the conference discussions about how to prioritize which types of insurance to develop
first—nbut this sort of thinking needs to happen.

Chapter One—Demand for Microinsurance



The answer to the question of where different types of insurance fit into the mix seems likely
to vary, depending on the perspective adopted:

= Clients: Although little work has been done to understand poor households' preferences
regarding insurance, preliminary indirect evidence suggests that health and death-related
costs may be the most-promising targets for insurance-based risk management.

= MFIs If MFIsareto offer the product themselves, anything more than basic life
insurance on the outstanding balance of the loan is likely to get them into more risk than
they can reasonably handle (there are of course exceptions, but, as a genera rule, we
believe this holds). Chapter Two includes more discussion on structure.

3. Poor households exposureto risk does not equate directly to a demand or need for
insurance.

Related to the above point, participants clarified that exposure to risk is a necessary, but not
sufficient, condition for households to be interested in microinsurance. Clients likely do not
want and certainly cannot afford coverage against all risks, and most MFIs do not have the
capacity to offer anything more complex than the most simple insurance products (seein
Chapter Two).

4. Savingsalso hasaroleto play in risk management. The appropriaterole for savings
versusinsuranceisnot well understood.

Churchill articulates a strong rationale for focusing on giving more poor households access to
voluntary, flexible withdrawal savings as a higher priority relative to insurance. Others
counter that savings are of little value against substantial risks and that, as nongovernmental
organizations, most MFIs cannot legally collect savings and thus insurance may be a higher
priority. Although regulations also restrict MFIS' ability to enter the insurance arena, thisline
of inquiry does raise the question of how to prioritize the allocation of funding and effort
between savings and insurance. Given that most poor households lack access to both
accessible, affordable savings and insurance, thisis an important question for MFls and
donorsto consider.

Wright, Cohen, and Weihe al argue that market research can be used to better understand the
preferences of households between savings and insurance and their opinions regarding the
design of microinsurance products when they are preferred over savings. However, al three
support the use of different tools for conducting this market research. Weihe argues that
professional, external market research firms should be hired. Cohen highlights the successes
recently achieved using the AIMS tools in Nepal, whereas Wright touts MicroSave-Africa’s
Market Research Tools for Microfinance (a description of an upcoming training course and
an analysis of the strengths, drawbacks, and costs of these tools are available in the document
warehouse).

Microenterprise Best Practices Development Alternatives, Inc.



EARLY LESSONS ON PRODUCT DESIGN

In addition to discussing broad principles of demand for microinsurance, participants
discussed various elements of the design of microinsurance products, focusing on how
products can best be designed to meet the needs of both MFIs and poor households.

1. Just aswith informal credit and informal savings schemes, thereis much to be
learned from successful informal insurance schemes about how to over come
obstaclesin insuring low-income populations.

Arunachalam describes two different, successful informal insurance schemesin his
messages. Both schemes have succeeded in providing insurance against risks (coconut crop
yield and cyclone damage) that for most formal insurers would be considered uninsurable.
Although these examples are likely exceptions rather than the rule—many more informal
schemes we do not hear about have failed—they do highlight the potential to learn from
these schemes. Further effort is needed to understand these schemes in more detail and
assess (1) what elements of their success can and should be integrated into more formal
programs, and (2) whether these informal schemes can or should be reinforced in any way by
formal insurance.

2. Standard practices of formal insurersare often inappropriate to the micro-market.
Creative solutions arerequired to address thisissue without jeopardizing the
financial viability of the schemes.

Slow claims processing, certain exclusions, and several other standard practices employed by
many formal insurers in the developing world significantly reduce the value of insurance
coverage when applied to a microinsurance product. Further effort is needed to understand
how to adapt these practices to the micro-market, while still ensuring the integrity of the
scheme. Arunachalam reports that some Indian insurers are overcoming these constraints by
working in partnership with local self-help groups or MFIs. Jain argues that, like the “early
days’ of microfinance, client-focused innovation is needed to adapt formal methodologies to
the unique aspects of the micro-market. The moderators would agree but caution that the
microfinance industry be careful not to use client-focused innovation as a justification for
supporting any manner of program that claims to meet client needs. Some standards should
be applied to ensure that programs claiming to be client focused have indeed incorporated a
detailed understanding of clients' needs and preferences into their product design and are, at
aminimum, able to demonstrate a clear path to financia viability. If programs claim that
subsidy is required, they should be able to demonstrate that the subsidy is only temporary and
is used to make the insurance affordable for poorer households and not to support an
inefficient or poorly designed delivery system.

Chapter One—Demand for Microinsurance



3. Layeringinsurance onto existing financial services (such as credit or savings) has
significant potential benefitsfor MFIs, but several issuesremain to be resolved.

Layering insurance onto MFIS existing financial services has clear cost advantages and can
assist in reducing adverse selection. However, participants also identified and discussed
issues to be considered in layering:

=  Credit versus Savings: Arunachalam identifies a strong rationale for tying property
insurance to loans used to purchase a specific asset (this approach reduces defaults for the
institution and prevents the client from repaying aloan for an asset that no longer benefits
them). However, Churchill asks whether this same rationale applies for life insurance. He
argues that life insurance is better tied to savings because it provides coverage regardless
of whether the client has aloan outstanding. Weihe counters that his experience in Latin
America suggests that clients are more interested in insurance tied to loans.

= Ensuring Client Interest with Mandatory Insurance: When layering insurance on credit
or savings, most institutions make the coverage mandatory for all borrowers or savers. As
Churchill points out, this raises the potential for MFIsto “force” an unsatisfactory
product on their client base, who may accept the insurance only to access the credit or
savings products. Further effort is needed to understand how MFIs can either avoid
adverse selection without making insurance mandatory or ensure clients are satisfied with
the coverage when it is mandatory.

4. Marketing insurancein low-income communitiesis more of a challenge than
mar keting credit or savings.

Jeyaseelan, Churchill, Weihe, Arunachalam, Ahmed, and others identify challenges
encountered in marketing insurance to low-income communities:

=  Household's Lack of Confidencein Insurers; Thislack of confidencein insurersis often
grounded in negative experiences.

= The Concept of Insurance: Many households are reluctant to pay now for an uncertain
benefit in the future.

= Products Not Designed to Meet Households' Needs: Many products are difficult to
market because they are designed primarily with the institution’ s needs in mind.

= Clients Beliefs that Insurance Will Be too Expensive: Welhe reports that many
households disregard insurance because they assume that coverage will be too expensive.

In response, the participants identify the following as potential ways to overcome these
challenges:

Microenterprise Best Practices Development Alternatives, Inc.



Take Advantage of the Demonstration Effect: Many programs have seen significant
increases in clients' interest in insurance once households in an area have seen the
product works. These programs have accomplished this by ensuring that claims are
handled efficiently and professionally; publicizing claims payments; and designing
tangible, short-term benefits into the product.

Improve the Perceived or Actual Value for Clients: As Weihe describes, clients need to
feel that the policy is affordable and that they are getting good value for their money.

Enlist Opinion Leaders: Delta Life Insurance in Bangladesh has had successin
convincing opinion leaders in communities to purchase a policy or to support the product.

Use Examples in Describing the Benefits of the Product: Jeyaseelan indicates that

providing potential policyholders with clear, case-study type examples of how the
product can be beneficial has also proved effective.

Chapter One—Demand for Microinsurance






CHAPTER TWO
PROVISION OF MICROINSURANCE PRODUCTS

In addition to the discussions on demand and product design, participants engaged in
interactions over many issues and topics related to the provision of microinsurance.

These discussions highlighted the fact that, despite its relative novelty in the development
finance sector, the provision of insurance to poor households is not new; credit unions,
cooperatives, and informal organizations have been providing insurance to the poor for
decades and longer. In addition, the commercial insurance sector is an important source of
knowledge, expertise, and other resources. There is certainly potential for innovation in the
provision of microinsurance, but donors and MFIs should be aware of and utilize to the
greatest extent possible the lessons and experience resident in this historical experience.

The highlights from these discussions begin with some lessons regarding microinsurance
provision identified by participants and follow with an analysis of the different models for
microinsurance provision, as devel oped through conference discussions.

LESSONS REGARDING MICROINSURANCE PROVISION

Although there are no best practices or even confirmed models for the provision of insurance
to low-income households, experiences do highlight the key issues to be dealt with and

suggest tentative mechanisms to overcome these obstacles. Based on messages from Kazmi,
Noble, Weihe, and others with experience in running microinsurance programs, the following
are, in summary form, some of these early lessons:

= Sl Policiesto Existing Groups Rather than Individuals: Group-based insurance reduces
administrative costs and helps protect against adverse selection. Groups can be an MFIS
entire client base; individual solidarity groups or village banks; trade unions;
cooperatives, or, a aminimum, entire families.

=  Minimize Costs by Leveraging Existing Infrastructure Where Possible: Using existing
MFI infrastructure (such as the branch network and loan officer staff of an MFI or
cooperative) to sell the policies, collect the premiums, and/or distribute the claims
appears to have strong potential in minimizing administrative costs for microinsurance
products. The one reservation is whether loan officers can manage the additional
workload without adversely affecting their efficiency.

= Detailed Information Tracking Is a Prerequisite for the Ongoing Success of an Insurance
Scheme (particularly for health and property schemes): The organization managing the
provision of the insurance must have the ability to track premium contribution and claims
information in a detailed, timely fashion to ensure the financial health of the scheme.

Chapter Two—The Provision of Microfinance Products
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= Clear Ability to Identify Insured Clientsis a Necessity: To reduce the potential for moral
hazard, insurance schemes need to be able to clearly identify who isinsured and who is
not. Photo identification cards with matching digital imaging at the reception desk, for
example, seem to be working well in Uganda.

ANALYSIS OF MODELS FOR MICROINSURANCE PROVISION

The briefing paper for the second week of discussions (available through the document
warehouse) describes three different institutional models for providing insurance—full-
service, partner-agent, and community-based. A detailed description of how these models
work, including examples, is provided in the briefing paper. The full-service insurer model
involves a single institution, such as a commercial insurer, performing al activities required
to deliver a microinsurance product. The partner-agent model separates the product design
and management from the marketing and distribution of the product. Generaly, an
established insurer takes on the design and management activities, while an MFI or other
local organization acts as a distribution channel. In the community-based model, the
policyholders themselves, who are both owners and managers of the insurance scheme,
perform all activities.

The discussion about these models can be summarized as follows.

1. Thereisstrong support for limiting MFIS involvement in the provision of insurance
to, at most, an agent role—at least until MFIs gain more experience.

Virtually all of the participants agreed that most MFIs areill equipped to act as full-service
insurers. As aresult, most participants advocated that the role of MFIs in microinsurance
provision to be limited to acting as agents for established insurers because most MFls are not
properly equipped and managed to monitor their own portfolio risk, let alone evaluating
actuarial risk in microinsurance, which is inherently risky. In addition, participants expressed
concerns about MFIs  ability to manage insurance claims and reserves effectively.

Benefits of the partner-agent approach highlighted by participants include:

= Gives MFIs access to human, financial, and technical resources they cannot provide on
their own;

= Leverages professiona insurers’ capabilities and resources, thus reducing costs and
increasing benefits, rather than MFls developing this capacity on their own; and

= Avoids regulatory concerns. in many countries insurance regulations, such as minimum
capital requirements, prevent MFIs from legally acting as aformal insurer.

Weihe echos these concerns but suggests alogical progression that MFls could follow in

order, over time, to develop the required resources and capacity to provide insurance. Weihe
sees four steps in this progression:

Microenterprise Best Practices Development Alternatives, Inc.
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1. Member Benefits: MFIs can legally provide insurance-like benefits to their
members/clients as part of their affiliation with the organization. These benefits tend to
focus on simple coverage against death-related losses and are often tied to credit or
savings. Funds to pay benefits must be set aside by the MFI in aform of “solidarity
fund.”

2. Agency Arrangement: To offer more substantial coverage, Welhe sees MFIs progressing
to offering coverage provided through an agency arrangement with an established insurer.

3. Risk-Bearing Department: As MFIs develop experience as agents, Weihe argues that they
can begin to take on some of the insurance risk in exchange for a greater share of the
premiums.

4. Full-Service Insurance Company: Operating as a department, MFIs can develop the
experience, expertise, and financial resources required to eventually become their own
insurance companies.

Given the current situation of most MFIs, Weihe argues they should stay limited to the
member-benefits level.

2. Therolefor community-based initiativesis limited, given the range of risks
associated with these schemes.

Participants expressed a variety of concerns regarding community-based insurance
initiatives. Wright summarizes the following list of issues:

= Limited Risk-Sharing: Community-based schemes generally lack scale and, as aresult,
are limited in their ability to pool risk, leaving them highly exposed to losses because of
widespread risks.

= Limited Capabilities of Local Saff: Community-based schemes require local members to
deal with issues of conducting actuarial evaluations, controlling moral hazard, and
managing insurance accounting and finances. On along-term basis, few poor households
are well equipped to perform these tasks.

= Difficulties with Group Cohesion: Insurance-related disputes are often difficult to resolve
within a group that comprises policyholders, managers, and neighbors.

Despite these difficulties, Weihe reports that most of the largest commercial insurers started
operations as small, community-based initiatives 100 to 150 years ago. Other participants
offer that community-based initiatives might be most appropriate for those in the lowest
levels of poverty (Sunil) because they are so dependent on community support already, and
for consumption-smoothing activities that pose very small risk (Srinivasan). However, it is
not clear how even these schemes would overcome the difficulties outlined above. Weihe and
Wright make a strong argument that community-based initiatives may be effective in regions
where MFls and commercia insurers do not have a presence, provided they stick to basic

Chapter Two—The Provision of Microfinance Products
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forms of life insurance. Wright provides severa examples of successful self-managed
schemes in the Philippines, and the moderators have seen other successful schemesin Peru,
Sri Lanka, and elsewhere. The key in all of these cases has been sound, if not strictly
actuarial, product design and pricing.

Arunachalam also suggests that, in the short term, community-based initiatives may be of
value to the extent that they:

= Promote a semblance of competition or presence of an aternative (where formal sector
insurance has failed to provide services);

= Can demonstrate to the formal insurer that the initiatives worked on a pilot basis, and

= Offer lessonsto formal insurers on how to package the products and deliver the various
services to microfinance clients.

3. Commercial insurersare unlikely to ventureinto the micro-market on their own.

In general, full-service insurers were recognized as having limited likelihood of serving this
market on their own (although there will be exceptions, such as Delta Life in Bangladesh).
For many participants, this was another argument in support of the partner-agent model.

4. Appropriate selection of the right institutional model will depend on the situation at
hand.

Srinivasan offers that the institutional model appropriate for providing microinsurance
depends on the level of poverty of the poor, their insurance needs, and to what extent they are
comfortable in dealing with the model.

Analysis of Specific Elements of the Partner-Agent Model

Because participants were highly supportive of the partner-agent model, the discussion
focused on this area. Consequently, the discussions raised helpful points regarding specific
elements of the partner-agent model.

1. A preliminary model for the division of tasks between partner insurersand agent-
MFIswas developed and refined during the conference.

Under the partner-agent model, the roles that each participant (insurer and agent/MFl) would
undertake were discussed, based on atable by Arunachalam. The relevant tasks for
developing, testing, implementing, and managing insurance products are detailed, with a
level of activity relative to the insurer or agent noted (Table 1).

Microenterprise Best Practices Development Alternatives, Inc.
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Table 1: Proposed Division of Tasks in Partner-Agent Model

Relationship Element MFI Role Partner Role
Initial Screening of Clients Active Passive
Product Design and Testing Active Active
Pricing Active Active
Promotion to Clients Active Passive
Contract Delivery Active Active
Client Verification Active Passive
(underwriting)

Processing of Insurance Passive Active

Applications

Client Monitoring Active Passive
Claims Processing Active Passive
Claims Payment Active Active

Reinsurance None Active

Capital Mobilization None Active

Conflict Resolution Active Active

Market Research and Active Passive
Feedback

Technical Insurance Aspects None Active

Coordination with Other None Active

Stakeholders (e.g., hospitals,

etc.)

Statutory Obligations (e.qg., None Active

reporting)

New Market Development Active Active

Legal Issues If Necessary Active

Although Table 1 provides a generic basis for distributing the tasks between the partners, it is
recognized (Weihe) that the allocation used in a specific situation will be negotiated between
the partners and should be based on an assessment of each partner’s skills, the product itself,
and other particulars of the situation being considered. This grid is helpful as a starting point
for MFlIs and donors as they think about entering into negotiations with an insurer.

2. Performance monitoring metrics need to be built into theinitial contract to ensure
fairnessfor both sides.

Arunachalam offers alist of indicators that should be tracked to determine the effectiveness
of the model itself and/or the relationship.

Chapter Two—The Provision of Microfinance Products
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Preliminary List of Potential Performance Metrics for Microinsurance Programs

= Average lead time to settle claims (days)

= Percent of claims settled on time (as stipulated in contract)

= Value of payouts/value of premiums collected (percent)

= Number of payouts/number of clients insured (percent)

= Number of payouts/number of claims submitted (percent)

= Value of payouts/value of claims submitted

= Average premium/maximum average insurance payout amount (percent)
= Number of repeat insurance clients/total insurance clients

= New clients/total clients

= Growth in value of payouts/growth in value of premiums

=  Premiums at risk (like portfolio at risk) = unpaid premium balance for all accounts
where premiums are overdue/total outstanding premium balance

®= Premiums in arrears (like portfolio in arrears) = premiums overdue/total
outstanding premium balance

= On-time premium payment percentage

=  Cumulative premium payment percentage

= Number of insurance accounts per insurance officer
= Value of premiums per insurance officer

=  Number of payouts per insurance officer

= Value of payouts per insurance officer

= Average cost per insurance account

= Average revenue per insurance account

= Net average revenue per insurance account

Although thisis a comprehensive list and suggests the kinds of information that a
microinsurer should collect and monitor, it isonly afirst step. Brown, Arunachalam, and
others agree that the next step is to populate the indicators with benchmark data. Thiswould
help to guide the institutions in understanding when they are operating adequately. It will
also mitigate the likelihood that devel opment organizations would use the ratios to manage
toward client benefits while ignoring the institutional needs (such as reserves). Weihe
suggests that Swiss Re is the most commonly used source for benchmark indicators for
commercial insurers. Further work is needed to understand whether and how these
benchmarks should be adjusted for the micro-market.

The level of detail and sheer number of this list of indicators highlight the need for MFIs to
enter into negotiations with an insurer fully prepared, just as they should prepare for any such
business negotiations. Any effort to ensure that insurers work toward achieving desired
benchmarks must occur during the contract negotiations. To ensure they enter the
negotiations as informed as possible, MFIs could use the indicator list shown above to define
minimum conditions under which they will consider a relationship with a potential partner.
Once the agreement is signed, the agent must be vigilant in ensuring compliance by the
insurer. Again, tracking the indicators will help an agent understand the quantitative results
of the relationship. Qualitative aspects were not addressed in the discussions.

Microenterprise Best Practices Development Alternatives, Inc.
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In following the partner-agent model, MFls and donors should be surethat the
rightsand preferences of the clients are not abused, either intentionally or
unintentionally, by the policies and practices of the commercial insurer (or, for that
matter, those of the MFI aswell).

Severa participants, including ADA, Arunachalam, and others, suggest protections to ensure
that micro-policyholders are not taken advantage of. The following list presents the key
protections or requisites suggested:

Sart with Smple Products: ADA suggests starting with ssmple and transparent products
initialy, like outstanding balance life insurance with a death benefit, and moving on to
more complex products once policyholders understand and accept the concept of
insurance and the process of contributing premiums in advance of an actual risk
occurring. In this way, policyholders will be better able to understand and evaluate the
relative merits of more complex forms of coverage.

Ensure In-Depth Under standing of Product by MFI Saff: ADA further argues that MFI
staff need to be well trained in the features and requirements of the products to ensure
they are able to answer al of clients' questions and to protect against misrepresentation.

Make Contracts and Palicy Information Clear and Smple: Arunachalam suggests that
clear contracts provide the fundamental basis for understanding the product. Without
such clarity, institutions cannot protect themselves or their clients.

Employ Innovative and Effective Communications Strategies: Arunachalam also argues
that, once there is a clear policy, MFI staff need innovative ways to convey the
information to their clients so they truly understand the product. Such mechanisms as
street theatre, picture charts, and skits are examples.

Track, at a Detailed Level, Results of the Insurance Product: Arunachalam concludes
that management needs to develop atechnical expertise to track and understand relevant
relationship information. This tracking and the required understanding will best prepare
management to negotiate with insurers. The negotiation of the policy itself is the best
opportunity the MFI has to protect itself and its clients.

In general, participants argued that client protection is a function of understanding the
product, designing the product for ease of use and payment, and devel oping negotiating skills
based on knowledge.

Chapter Two—The Provision of Microfinance Products
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CHAPTER THREE
ROLE OF DONORS IN MICROINSURANCE

Microinsurance is increasingly becoming a hot topic in the microfinance industry. As a
result, donors and others are becoming interested in how they can assist in moving this field
forward. There are awide range of activities donors can undertake to support the
development of microinsurance. Recognizing that not all activities will be appropriate, the
final week of discussions focused on how to define what donor roles are and are not
appropriate in different circumstances. Although no final, hard and fast conclusions were
reached, Table 2 summarizes the initial thinking. Readers of this document should look over
the table and determine whether the content fits with their experience and intuition.

In addition to the role of donors, participants considered the issue of whether microinsurance
schemes should be or need to be subsidized.

1. Strongly differing views exist on the need for subsidization of microinsurance
products.

The discussions exemplify the importance of clarifying the meaning of the term “subsidy”
before considering where they are necessary. Two different types of subsidy were identified
by participants: (1) funds provided by an external entity to support a program, and (2) cross-
subsidization or redistribution among relatively wealthier and relatively poorer clients. The
second definition seems to be viewed as generally more acceptable by more participants,
particularly for health insurance. There is disagreement regarding the role for external
subsidization. Those who prefer external subsidization argue: (1) that a successful
microinsurance scheme requires scale and subsidization is needed until sufficient scale can
be developed, and (2) that insurance cannot be designed to serve the poorest, who are most
vulnerable to risk, without external subsidy.

In contrast, those against external subsidy argue that subsidy provides a cushion that reduces
incentives to improve products and efficiency and to develop with creative solutions.
Furthermore, measures of affordability are subjective because clients' ability to afford a
product depends on the perceived value of the product—that is, improving product design
may make a product affordable. The moderators would argue that any program suggesting
that subsidy is necessary needs to meet clear standards regarding the efficiency of the
delivery system and the degree to which specific client preferences have been incorporated
into product design.
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Table 2: Possible Roles for Donors in Microinsurance

uype el Examples DEIeNF IHEIEIEL 2] Donor Involvement by Structure
Involvement Type of Product
Governance | = Bring in transparency and accountability in | ® More intensive (time and = Most necessary for community-based schemes
the sector with regard to microinsurance money) effort needed for more = When formal insurer is involved, focus is on ensuring
service delivery. complex forms of insurance MFI board and management are able to effectively
® This concerns the role of the board and monitor the behavior of the partner insurer
senior management in administering
microinsurance schemes
Management | = Facilitate the development of appropriate = More intensive (time and Donors should not get directly involved in the
and institutional structures, systems, and money) effort needed for more organizational design of MFI-run insurance schemes
Organization policies that are necessary for delivery of complex forms of insurance looking to provide more than basic life insurance
al Design microinsurance products. cover
= Administrative manuals and procedures Effort is less intensive if the MFI is just an agent
would be included here, as would
institutional arrangements.
= Particularly, donors need to enable the
development of those systems and
policies that will curb organization failures
(abuses).
Capacity = Build the capacity of stakeholders to = More intensive (time and Very different training needs, depending on the type
Building/ enable them to develop and deliver money) effort needed for more of organization and the role it plays. For example, A
Training appropriate microinsurance products. complex forms of insurance stand-alone insurer like MicroCare could use donor
* Wide range of skills training and exposure | = Very little needed for most basic | support to establish relationship with professional
could be part of such capacity building, product types (e.g., member underwriter and gain technical expertise over time,
including technical skills provision related benefits schemes) while an MFI acting as an agent could use training
to insurance and aspects such as focused on marketing and promotion; community-
business planning. based schemes require training in all areas
Financial = Facilitate the provision of reinsurance by ® Support in creating reserve Greater need for audit with community-based
Resources large private players. funds for member benefit schemes
and = Strengthen the financial systems of micro- schemes With professional insurers involved, less need for
Management |  jnsurance service deliverers (particularly = Facilitate connections between financial strengthening

MFIs).
= Promote standardized internal audits of
microinsurance schemes.

reinsurers and microinsurance
schemes

= Simple, effective audit process
helpful for all types of products

With MFI as agent, required audit is more limited
Need to be careful not to design support that creates
incentives for inefficiency or that fills in where
MFIs/insurers would go on their own
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CHAPTER FOUR
NEXT STEPS

Suggestions throughout the document, highlighted in italics, are areas requiring further
exploration, experimentation, or effort. Although by no means comprehensive, these
suggestions are summarized below as potentia next steps.

The current, limited understanding of households' needs, preferences, and expectations
with regard to microinsurance will have to be deepened if future experimentsin
microinsurance are to be demand driven.

The question of how to prioritize the allocation of funding and effort between savings and
insurance remains open. Donors should endeavor to be thoughtful in making these trade-
off decisions. Clearly, both products have potential benefits, but which is most
appropriate for the local situation in which the funding will be provided?

Further effort is needed to understand informal microinsurance schemes in more detail
and assess (1) what elements of their success can/should be integrated into more formal
programs, and (2) whether these informal schemes can or should be reinforced in any
way by formal insurance.

An understanding of how to monitor and measure the results of a microinsurance
program should be a pre-requisite for any proposed microinsurance scheme. Standard
indicators for commercial insurance are widely available today. The next steps are to (1)
establish initial benchmarks that are relevant to the micro-market, and (2) establish
mechanisms for adjusting and refining these benchmarks over time, as programs gain
more experience in serving the micro-market.

In addition, the conference discussions highlighted the need for greater exploration regarding
the partner-agent model. To this end, Michael McCord' s final message on Friday, October 27
indicated that MicroSave-Africais developing a Microinsurance Centre, which will ook at
many of the issues relating to this model, including:

Establishing and maintaining the virtual Microinsurance Centre website, with a guided
discussion forum, frequently asked questions, document downloads and links, and related
site links. The site will have resources and information about many different types of
models of insurance provision to the poor. In addition, it is anticipated that this venue
will host at least one practical, focused virtual conference per year;

Establishing and maintaining a database of both active products and of MFIs and insurers
interested in partnering to provide particular products;

Producing several documents including:

Chapter Four—Next Steps



20

A pilot testing toolkit for microinsurance (adapted from MicroSave-Africa's Toolkit
for Pilot Testing Savings Products),

Guides for negotiating between MFIs and insurers,

A guide for insurer selection of an MFI agent and one for MFI selection of an insurer
partner, and

A concept-marketing document directed at commercial insurers;

= Developing ateam of virtual microinsurance consultants to assist regionally with
promotion, testing, and implementation of products for partner/agent type relationships,

= Presenting at least three additional case studies (MicroSave-Africais compiling four) and
related synthesis papers on innovative microinsurance products,

= Planning and conducting an in-person microinsurance workshop to address specific
issues with these products and develop specific practical outputs;

= Composing a microinsurance advisory committee to help guide the Microinsurance
Centre and act as representatives in the different regions of activity; and

= Actively marketing the partner/agent model to formal insurers and MFIs through
database resources, concept marketing materials, personal communications, visits, and
presentations.

A strong, although not exclusive, focus of the Centre will be to get commercial insurers more
interested in this market. Thiswill be done through education and marketing. Through
communications and databases, the Centre will work with interested commercial insurers and
MFIs, mostly electronically, to assist in the design, testing, negotiations, and full
implementation of relevant insurance products for the poor.

The Microinsurance Centre website is expected to be available on-line by the end of this
year, and other Centre activities have already begun. We will send you a message when the
site is open. Should readers have any questions or comments about the Centre and its plans,
please contact Michael McCord (mmccord@cbu.edu) directly.

Other international organizations, including CGAP (with a proposed Microinsurance Task
Force), the ILO, and CARE Bangladesh, are also developing important initiativesin this
area.

Asthisflurry of activity highlights, microinsurance will be a hot topic on the development
agendain yearsto come. It isup to al of usto build on the lessons and information shared in
the Virtual Conference on Microinsurance and ensure that new projects, experiments, and
developments in this area are (1) informed by past experience; (2) focused on serving
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identified, unmet risk management needs of poor households; and (3) designed to ensure the
long-term financial viability of the scheme.

In closing, the moderators would like to reiterate our thanks to all participants for making this
experimental event a success. We enjoyed our job as moderators and felt that, on the whole,
the conference accomplished its objectives of (1) increasing dissemination of the current state
of our knowledge regarding microinsurance, (2) encouraging a more in-depth discussion
about the issues of appropriate implementation of insurance provision to the poor, and (3)
creating a forum for networking among organizations and individual s interested in this area.
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APPENDIX I: LIST OF REGISTERED PARTICIPANTS
VIRTUAL CONFERENCE ON MICROINSURANCE

OCTOBER 9-27, 2000

Name Organization Country Email
1. gcunning@stfx.ca
2. inscription@village-des-
nouveautes.com
3. Pcamacho@uio.satnet.net
4, saneesh@sidbi.com
5. Zahidelahi@usa.net
6. Bcg-Bees Consulting South Africa bcg-bees@iafrica.com
Group
7. CARD Philippines card@msc.net.ph
8. COLUMNA Guatemala columna@guate.net
9. GRET Cambodia assurance@camnet.com.kh
10. Kennedy School of USA Brennan@ksg.harvard.edu
Government, Harvard
University
11. MicroCare Uganda Uganda microcare@africaonline.co.ug
12. Negros Women for Philippines pdnwtf@babysky.net.ph
Tomorrow Foundation
13. Nirdhan Utthan Bank, Nepal nirdhan@btw.wlink.com.np
Ltd.
14. Planet Finance France cpachtem@planetfinance.org
15. SANMFI Bangladesh sanmfi@bangla.net
16. Village Education Bangladesh verc@bangla.net
Resource Center
17. World Bank USA avegaacosta@worldbank.org
18. Ahmad Jazayeri FSA International fsaltd@cs.com
19. Akiko Suzuki ILO Geneva suzuki@ilo.org
20. Alessandra del Conte Consultant USA alessandra_del_conte@hotmail.com
21. Alexandra McLean Consultant Cambodia 012827843@mobitel.com.kh
22. Alexia LaTortue DAI/Finnet Haiti alexia_latortue@dai.com
23. Allert van den Ham Netherlands allert.van.den.ham@novib.nl
24. Amer Saleem Khan amersaleem@yahoo.com
25. Andrea Rodericks CARE-UK, Regional UK rodericks@ciuk.org
Manager for LA and
Asia
26. Andrew Birrell South Africa abirrell@captall.co.za
27. Annette Krauss UNCDF USA annette.krauss@undp.org
28. Annie Harper DFID UK annie-harper@dfid.gov.uk
29. Anthony Scoggins Canadian Cooperative Canada anthony@coopcca.com
Association
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Name Organization Country Email
30. Anthony Slangen FAO Italy anthony.slangen@fao.org
31. Anuj Jain CARE Zambia jain@zm.care.org
32. Arnaldo D. Rivera Arnaldo@segurosmultiples.com
Miranda
33. Asif Dowla St. Mary’s College of USA audowla@osprey.smcm.edu
Maryland
34. Ateka INAFI Bangladesh inafi@bdmail.net
35. Avinash Mathur National Institute of India avinashmathur@yahoo.com
Science Technology
and Development
Studies
36. Beatrijs Elsen United Nations Lebanon belsen@escwa.org.lb
Economic and Social
Commission for
Western Asia (UN
ESCWA)
37. Beatriz Castillo bcastillo_p@hotmail.com
38. Beth Rhyne ACCION Mozambique erhyne@worldbank.org
39. Bob Gordon AIG Africa South Africa Robert.Gordon@aig.com
40. Brian Kuwik Small Enterprise South Africa bkuwik@mweb.co.za
Foundation (SEF)
41. Brigit Helms CGAP USA bhelms@worldbank.org
42. C. Mills cmills@cbu.edu
43. Candace Nelson cnelson@igc.org
44. Carlos Ani CARE Bangladesh carlos@bangla.net
45. Cerstin Sander Austrian Regional Uganda cerstin.sander@bmaa.gv.at
Bureau for Development
Cooperation
46. Charles Nicholson Vietnam nicholson@fpt.vn
47. Christian Jacquier ILO-STEP Programme Geneva jacquier@ilo.org
48. Christina Barrineau Women'’s World USA cbarrineau@swwb.org
Banking
49. Christine Bockstal ILO-STEP Senegal chrisboc@sentoo.sn
50. Christine Guchu-Katee Price Waterhouse kenya christine.guchu-
Coopers katee @ke.pwcglobal.com
51. Christine Poursat GRET France Poursat@gret.org
52. Christopher Malwadde Uganda cmalwadde@presto.bushnet.net
53. Craig Churchill Calmeadow USA craig_churchill@msn.com
54. Cristian Baeza ILO-STEP USA Cbaezau@mciworld.com
55. Cumhur Menderes Boz cmboz@dpt.gov.tr
56. Cuzco Malster cuzco2002@hotmail.com
57. Danielle Lustin dlustin@hotmail.com
58. Dario Cesareo Chad cesareo.dario@intnet.td
59. Dave Larson World Relief USA dlarson@wr.org
60. David Cracknell DFID Bangladesh d-cracknell@dfid.gov.uk
61. David Ferrand DFID E. Africa ferrand@nbi.ispkenya.com
(Kenya,
Uganda,
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Name Organization Country Email
Tanzania)

62. Deborah McFarland Emory University USA dmcfarl@sph.emory.edu

63. Delia C Welsh Princeton University USA welsh@princeton.edu

64. Dennis Arends ILO-STEP Chile arends@scl.oitchile.cl

65. Dennis B. Batangan, MD | People-Managed Health | Philippines Datbat@csi.com.ph
Services and Multi-
Purpose Cooperative

66. Devorah Miller Christian Children’s USA devorahm@erols.com
Fund

67. Dikendra Kandel Nepal ncoc@ntc.net.np

68. Dominicus van der Jagt ILO STEP Philippines Vanderjagt@ilomnl.com.ph

69. Donald Sam USAID Haiti dsam@usaid.gov

70. Dr A.D.Kiwara UMASIDA Tanzania dids@muchs.ac.tz

71. Dr. Mehdi Kazmi USA montesynapse@pol.net

72. Dr.V.Rengarajan Indian Overseas Bank India rangaa@eth.net

73. Elmer S. Soriano Iphm@bigfoot.com

74. Els Boerma Uganda elsboerma@hotmail.com

75. Erwin A. Alampay Philippines Erwinalampay@edsamail.com.ph

76. Eugene Versluysen Consultant USA versluysen@idsonline.com

77. Evy Messell ILO-STEP Programme Geneva messell@ilo.org

78. Francisco Serrano Finanzas y Gestion de Peru fserrano@ddm.com.pe
Proyectos

79. Frank Hollinger FAO Italy frank.hollinger@fao.org

80. Gaamaa Hishiguren New Hampshire College | USA gaamaah@hotmail.com
(former advisor to the
MFI X.A.C. in Mongolia)

81. Gabriele Ramm GTz India ramm@gtzindia.org

82. Gaby Cardenas gavicars@yahoo.com

83. Gagik Vardanyan vgagik@arminco.com

84. Geoff Davis USA gdavis89@mediaone.net

85. George Petty gmp@eclof.org

86. Ginette Forgues and ILO-STEP Haiti stalpers.bit@haitiworld.com

Ismene Stalpers

87. Girija S. gsns@im.eth.net

88. N. Srinivasan National Bank for India gsns@vsnl.com
Agriculture and
Development
(NABARD)

89. Graham Wright MicroSave-Africa Kenya graham@microsave-africa.com

90. Gretel Figueroa & Lynne | Pro Mujer USA promujer@earthlink.net

Patterson

91. Guo Li World Bank USA glil@worldbank.org

92. Guy Vanmeenan CRS Africa Uganda gvcrs@infocom.co.ug

93. Guy Winship FINCA Uganda Uganda gwinship@finca.or.ug

94. H. Lont Netherlands lont@pscw.uva.nl

95. Han Langen Netherlands Han.langen@novib.nl
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96. Henri Dommel UNDP USA henri.dommel@undp.org
97. Hiro Yukawa hiro@africana.com
98. Ho Xuan Lien Khanh Vietnam Ikho@hn.vnn.vn
99. Hugh Scott DFID Kenya h-scott@dfid.gov.uk
100. Imon India imon@vsnl.com
101. Irene Mulaisho Coady Int’l Institute Canada c2000acl@stfx.ca
102. Irene Philippi Women’s World USA iphilippi@swwb.org
Banking
103. Isabelle Mayr Jacques Whitford Canada imayr@jacqueswhitford.com
Environment Ltd.
104. J. Guerre World Bank USA jguerre@worldbank.org
105. J. Langenbrunner World Bank USA jlangenbrunner@worldbank.org
106. Javed Sakhawat Bangladesh adi@ncll.com
107. Jayshree Vyas SEWA India sewabank@email.com
108. Jen Crone jen_crone@hotmail.com
109. Jennifer Freeman jennifer.freeman@worldnet.att.net
110. Jennifer Isern CGAP USA jisern@worldbank.org
111. Jenny Hoffman Teba Bank South Africa jenny.hoffmann@tebabank.com
112. Jerome A. Alcantara Alcantara@lycos.com or
alcantara@mailcity.com
113. Jimmy Harris DAI USA jimmy_harris@dai.com
114. Jimmy Roth ILO Social Finance Unit | UK jr243@cam.ac.uk
115. John Wipf Philippines johnwipf@cdo.philcom.com.ph
116. Jonathan Morduch Princeton University USA jmorduch@princeton.edu
117. Judith Painter Consultant USA portpaint@aol.com
118. Jyothi Thrivikaman Freedom from Hunger USA bluedot@mac.com
119. K. Jayachandran India jayan99@bomz2.vsnl.net.in
120. K. Kgamar kkgamar@compuserve.com
121. Kate McKee USAID Microenterprise | USA kmckee@usaid.gov
Development Office
122. Kathleen Stack Freedom from Hunger USA kstack@freefromhunger.org
123. Kees Van der Ree ILO Geneva vanderree@ilo.org
124. Kimberly Tilock Cooperative Housing USA ktilock@chfhg.com
Foundation (CHF)
125. Koenraad Verhagen Netherlands k.verhagen@worldonline.nl
126. Kougblenou Kossi ACOMB Togo acomb@togo-imet.com
Pius
127. Lance and Monica reinhart@mongol.net
Reinhart
128. Larry Hendricks Hendricks & Associates | Canada hendricks@sympatico.ca
129. Lawrence Locklin Enterprise Development | USA Llocklin@endpoverty.com
Int'l
130. Lene Hansen EU/Suffice Uganda Ihansen@suffice.bushnet.net
131. Leonard Mutesasira MicroSave-Africa Uganda leo@infocom.co.ug
132. Linda G. Afi Philippines Valenzona.lg@ayala.com.ph
Valenzona

Microenterprise Best Practices

Development Alternatives, Inc.




27

Name Organization Country Email
133. Louise Schneider Women'’s World USA Ischneider@swwb.org
Banking
134. Luis Bernardo Costa Rica bmiranda@sol.racsa.co.cr
Miranda Ch.
135. M. Hanscom Smith Princeton University USA Mhsmith@princeton.edu
136. Madeline Hirschland Consultant USA MHirschland@compuserve.com
137. Marc Socquet ILO STEP Geneva Socquet@ilo.org
138. Marco Antonio Catholic Relief Services | Bolivia mmollinedo@hotmail.com
Mollinedo Cerrudo
139. Maria Sheila TSPI Development Philippines squirrel@edsamail.com.ph
Francesca G. Napal Corporation
140. Marife Yap mcyap@nsclub.net
141. Mark Carrato University of Oregon USA mcarrato@darkwing.uoregon.edu
142. Mark Schreiner Washington U. in St. USA schreiner@gwbmail.wustl.edu
Louis
143. Marla Gitterman ICWC USA mgitterman@swwhb.org
144. Meaghan Smith Summa Foundation USA msmith@cmsproject.com
145. Meenakshi Mahajan Ford Foundation m.mahajan@fordfound.org
146. Melitta Jakab World Bank USA mjakab@worldbank.org
147. Mia Adams ADA Luxembourg adalux@pt.lu
148. Michéael de Groot Rabobank Foundation Sri Lanka & m.a.n.groot@rn.rabobank.nl
Philippines
149. Michael Fiebig Bankakademie Germany fiebig@bankakademie.de
150. Michael McCord MicroSave-Africa USA mmccord@cbu.edu
151. Michel Matul Planet Finance France mmatul@planetfinance.org
152. Monigue Cohen USAID Microenterprise | USA moniquebc@aol.com
Development Office
153. Mosleh Uddin Ahmed | Delta Life Bangladesh muadelta@global-bd.net
154. Muriithi Kagai mkagai@yahoo.com
155. N. Jeyaseelan India Njeygee@vsnl.net
156. Namrata CECI Nepal namratas@ceci.org.np
157. Nargis Bharucha Princeton University USA bharucha@princeton.edu
158. Nav Raj Simkhada CECI Centre for Nepal navrajs@ceci.org.np
Microfinance
159. Nhu-An Tran DAI/MBP USA nhu-an_tran@dai.com
160. Olaf Kula okglobal@bellsouth.net
161. Pascal Devaux BNP-Paribas France padevaux@nordnet.fr
162. Patrick Daru ILO Nepal patrickd@ilo.org
163. Patty Lee ACCION USA plee@accion.org
164. Paul Rippey Al Amana Morocco paul@alamana.org
165. Paul Siegel World Bank USA psiegel@worldbank.org
166. Peter van Rooij ILO Geneva vanrooij@ilo.org
167. Philip Acton philip_acton@hotmail.com
168. Philippe Marcaden ILO STEP Geneva Marcadent@ilo.org
169. Planet Library Planet Finance France plibrary@planetfinance.org
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170. Primitivo Viray Jr. University of East Philippines P.Viray@uea.ac.uk
Anglia, Norwich, UK
171. Prof. S. Tilakaratna Sri Lanka stilak@mail.ac.lk
172. R. Sunil Indian Institute of India r_sunil@vsnl.com
Technology
173. Ramchandran Nair kramanc@hotmail.com
174. Ramesh Arunachalam r_arunachalam@hotmail.com
175. Rie Vejs-Laursen ILO Geneva vejs@ilo.org
176. Rita Toutant TEC Health Tanzania msoladartz@maf.org
Department/Atiman
Health Insurance
Scheme
177. Robert Christie AUSAID Australia robert_christie@ausaid.gov.au
178. Robyn Kerrison United Nations Lebanon rkerrison@escwa.org.lb
Economic and Social
Commission for
Western Asia (UN
ESCWA)
179. Rodolfo Rodriguez CICADEP, International | Colombia rodolforodriguezreyes@hotmail.com
Reyez Centre in training and
agricultural
development
180. Roger Voorhees Opportunity Zambia oizambia@zamnet.zm
International
181. Rupert Brown IDS UK r.borown@ids.ac.uk
182. Ruth Junkin caljunk@sol.racsa.co.cr
183. Sabine GTz Germany sabine.trommershaeuser@gtz.de
Trommershaeuser
184. Sabine Valles Sogebank Haiti sbvalles@sogebank.com
185. Saliya Ranasinghe SEEDS Sri Lanka seedsrep@sri.lanka.net
186. Sandra O. Yu Philippines Ysand@infocom.com.ph
187. Sara Beinstein USA sara@nevusa.com
188. Sarah L Thomas Princeton University USA slthomas@princeton.edu
189. Savi Veerapan University of South Africa savi@netactive.co.za
Witwatersrand
190. Sean Kline Project Enterprise Bosnia sean@projectenterprise.ba
191. Sirelda Blanco AAC/MIS Consultant Costa Rica sirelda@sol.racsa.co.cr
192. Smita Srinivas ssfw@world.com
193. Stan Mensah AIG Uganda Uganda aigug@imul.com
194. Stephane Cardinal CARE Zimbabwe stephane@internet.co.zw
195. Steve Shepelwich CFED steve@cfed.org
196. Sushila CECI Nepal sushilam@ceci.org.np
197. Susy Cheston Opportunity USA scheston@opportunity.org
International
198. Suzanne Parkin DFID UK s-parkin@dfid.gov.uk
199. Suzy Salib Opportunity USA ssalib@opportunity.org
International
200. Syed Hashemi CGAP USA Shashemi@worldbank.org
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201. Tahira Hyder Pakistan Poverty Pakistan tahira_00_1999@yahoo.com
Alleviation Fund
202. Tark Bartlema FACET BV Netherlands t.bartlema@facetbv.nl
203. Tasha Harris Princeton University USA tharris@princeton.edu
204. Ted Vail tvail@sdigroup.org
205. Ted Weihe Overseas Cooperative USA txwO@nreca.org
Development
Council (OCDC)
206. Thomas Bouwer AIG MEMSA Israel Thomas.Bouwer@aig.com
207. Tom Shaw ACDI-VOCA/FinaSol South Africa tomsha@sasa.org.za
208. Tomas Lievens tomas_lievens@hotmail.com
209. Tor-Gunnar Lindborg CARE Mozambique crer.npl@teledata.mz
210. Victoria Giroud ILO-STEP Programme Geneva giroud@ilo.org
Castiella
211. Vijay Kalavakonda World Bank USA vkalavak@worldbank.org
212. Warren Brown Calmeadow USA wsbrown@mediaone.net
213. Y. Ramakrishna Rao Strategic Management India yrrao@vsnl.com
Centre Pvt Ltd
214. Zach Gast FINCA USA zgast@villagebanking.org
215. Zan Northrip DAI/MBP USA zan_northrip@dai.com
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